Riders’ Transportation 
Access Group Listening 
Session 


January 26, 2023 
5:30 P.M. - 7:30 P.M. 
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Agenda 


«Welcome & Introductions 
¢Zoom Directions 


¢The RIDE Updates - Michele Stiehler: Chief of 
Paratransit Services 


eRIDE Feedback Session 


¢Closing Remarks 


400! VITCCUONS,: ASL 
Interpreter 


¢Our ASL Interpreters are Linda Gregorio and Sharon 
Mendes 
¢To view their video: 

¢Find the interpreter's video in the gallery 


ein the top right corner of the interpreter's video, click 
the ellipses 


¢Then, click the "Pin Video" option. This will keep the 
interpreter's video on your screen 


Zoom Directions: CART Captioning 


¢ Our CART Captioner tonight is Denise Gracia 


¢ To start viewing closed captioning click Closed Caption with 
the CC icon 


° Tip: Click and drag the closed captioning to move its 
positioning in the meeting window. 


¢ To adjust the caption size: 
Click the upward arrow next to Start Video / Stop Video 


*Click Video Settings then Accessibility 
*Move the slider to adjust the caption size 


Language Accessibility 


Our Spanish Interpreters for the meeting today are Anne Weisblatt and 
Miguel Moreno 


English 


English Chinese 
Frencn 
¢ We offer interpretation during this meeting. In your meeting controls, click 


Interpretation (the small globe icon) and click the language that you 
would like to hear. 


Spanish 


* Ofrecemos interpretacién en espanol durante esta junta. Para escoger el 
audio en Inglés o en Espanol tendra que picar el botdén de interpretaci6n, 
el cual tiene un imagen de un mundo. Cuando le pique la interpretacién 
por favor de escoger el idioma cual le gustaria oir 


Zoom Directions: Use Chat 
for Technical Questions 


° If you have a technical question 
about Zoom or the features of 
the meeting, please use the 
chat function 


* Our technical assistant 
will attempt to troubleshoot 
your problem and get back to 
you 


Notification of Recording 


¢ This virtual public meeting will be recorded. The MBTA may choose to retain 
and distribute the video, still images, audio, and/or transcript. By 
continuing attendance with this virtual public meeting, you consent to 
participate in a recorded event. 


If you are not comfortable being recorded, please turn off your camera, and 
keep your microphone muted, or you may choose to excuse yourself from 
the meeting. 


¢ Other Important Notes - (use this whether you record or not) 
°Your microphone and webcam are automatically disabled upon entering 
this meeting. 


*The meeting will be open to questions and answers at the end of the 
formal presentation. 


¢Michele Stiehler - Chief of 
Paratransit Operations 


The RIDE 
Updates 


2023 RIDE Communication 
Plan 


¢ Information available soon on new and existing self-service options available to customers 
e Continue web page updates using available data and best practices 
* More frequent seat drops for reminders and housekeeping items. 


* Creation of more physical communications materials to share at events and with 
organizations to pass on to their constituents. 


* Review of all areas of accessibility, including translations, and sharing information ina 
variety of formats. 


TRAC Processes 


eReservationists are able to respond to majority of inquiries 
*Reservationists can escalate to Supervisor 
eReservationists can connect to Dispatchers via Slack channels 


*Weekly meetings with Service Providers and Dispatch to improve 
coordination and communication 


¢SOPs in place to address Customer emergencies 
°Trip Monitoring 
*Customer Support 
*No-shows 
*Stranded Passengers 


RIDE Customer Options 


¢Contact 9-1-1 for Emergencies 
Calls will be forwarded as needed: 
°MBITA Police 
*MBTA Operations Command Center 
eCustomer Service/TRAC 


¢“Where’s My Ride” on IVR system 
«Contact TRAC 
«Contact Customer Service 


Key Contact Information 


¢ TRAC: To book trips, change/cancel trips, check where your ride Is, 
access account information, call 844-427-7433. 


¢ You can also book, change or cancel trips and access account 
balances online at www.mbta.com/booktheride. 


¢ Mobility Center: To update your profile information or to check on 
eligibility information, call 617-337-2727. 


¢ MBTA Call Center: For general RIDE questions, inquires, request 
trip/fare histories, compliment and complaints, call 617-222-3200 or 
visit https://www.mbta.com/customer-support. 


* RIDE Deposits: To add to your RIDE account, call 888-844-0355, 
select option 2 or visit https://commerce.mbta.com/TheRide/. 
Checks or money orders can also be mailed to MBTA RIDE PO Box 
845097-2284 be sure to add your RIDE ID#. 


Questions or Comments for the RIDE 


¢ To indicate that you have a question, please use Zoom's 
“Raise Hand" feature located at the bottom of the screen. 
¢When you raise your hand, it alerts the moderator that 
you'd like to speak. The moderator will Uunmute attendees to 
ask questions in the order that they raised their hands. 


Besaaeagaaeas 
Bases eaaeaa 
aa (Si 
To speak, click Alt + Y *Q Raise 
“Reactions” Hand 
then “Raise *6 to 


hand” Unmute 


Thank You for Attending 


¢Our next General Member Meeting will be on 
Thursday, February 16th, 2023 (5:30 P.M. - 7:30 
P.M.) 


